2024 RNL Enrollment Workshop
Charlotte, NC = April 18, 2024

Traditional Enrollment | Online and Graduate Enrollment






Topics for discussion

1. Understanding the student experience from inquiry to enrolled
2. Are we meeting student expectations?

3. How should we examine the people, processes, and technology
that students encounter during the recruitment process?

4. Open Discussion
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The student experience




The Funnel

Are we engaging students in a meaningful way throughout the funnel?

Cultivate
Prospects: Prospects/Leads
Prospect to
Lea
Nurture
N prospect/leads/inquiry:

Lead to Applicant
Develop relationships 3
with applicants: —— Applicants

Applicant to Admit

Decision Enablement:
=@ Convert admits to
committed

Melt Prevention:
Commit to Enroll
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When does college planning start?

20%

9™ GRADE

41%

BEFORE HIGH SCHOOL

By the time students
start 10" grade,

61%

have started their
college planning.

17%

10™ GRADE

14%

1™ GRADE

12™ GRADE
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Understanding the needs of today’s students

The data are clear—students and parents need to be engaged

Top channels

79 —average number of times a student

unlocks their phone each day * Website
* Email
98% of students consider financial ) V|dgo .
* Social Media
aid and scholarship as somewhat or very . Text

important in enrollment decision

70% of students bypass direct
marketing and search on their own

Top desired content

* Academic programs
* Cost/Aid
99% of parents say they are involved in « What the community is like

the search process
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Application behaviors

- o - - -
6 institutions
aolalm 99 Average number 12th-grade students apply
to (same number from 2018 and 2020)




Application behaviors

New colleges and universities in 12th grade

> 92% applied

— | toacollege they became
interested in during 12th grade

/ﬁ 70% become
interested

in @ new college in 12th grade

o IZ'
1
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Top Factors to Attend

69% 61% 51% a47% 35%
Availability of my Cost Financial aid Overall Location
desired academic L or scholarships atmosphere

N N L~
program | was awarded
30% 29% 27% 20% 18%
Rankings/ The feeling Career Facilities and Diversity
A reputation A that 1 will fit in A A amenities A
SATISFACTION WITH AID INFORMATION
70%
W Satisfied W Dissatisfied
WVery satisfied W Very dissatisfied

16%
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Are we meeting student
expectations?




How satisfied are college students?

Student Satisfaction

Rate your overall
100% . . .
’ satisfaction with
90% your experience
here thus far
80% 73%
68%
70% SCORING
60%
60% 53% 54% Not satisfied at all
50% Not very satisfied
40% Somewhat dissatisfied
30% Meutral
20% Somewhat satisfied
10%
0%
Satisfaction

m Four-year privates m Four-year publics mCommunity colleges m Adult students mOnline learners

Percentages indicates the proportion of “satisfied” or “very satisfied” scores

© Copyright 2023 Ruffalo Noel Levitz, LLC
2023 National Student Satisfaction and Priorities Report RNL 12
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Four-year publics
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Adult students

Online learners

Student Satisfaction
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Satisfaction

				Satisfaction

		Four-year privates		53%

		Four-year publics		54%

		Community colleges		68%

		Adult students		60%

		Online learners		73%

		Adult Undergrad

		Adult Graduate		66%





Satisfaction

		



Four-year privates

Four-year publics

Community colleges

Adult students

Online learners

Student Satisfaction



Re-enrollment

				Re-enrollment

		Four-year privates		59%

		Four-year publics		66%

		Community colleges		74%

		Adult students		70%

		Online learners		74%

		Adult Undergrad

		Adult Graduate		70%





Re-enrollment

		



Four-year privates

Four-year publics

Community colleges

Adult students

Online learners

Student Likelihood to Re-enroll




How likely are students to re-enroll?

Students Likelihood to Re-enroll
Allin all, if you had to

100% do it again, would
you enroll here?

SCORING

Definitely not

90%
80%

70%

78% 76%
63% 64%

60% 57%
50%
40%
30%
20%
10%

0%

Re-enrollment

Probably not
Maybe not

| don't know

Maybe yes

B Four-year privates ™ Four-year publics B Community colleges ™ Adult students ™ Online learners

Percentages indicates the proportion of “probably yes” and “definitely yes” scores

© Copyright 2023 Ruffalo Noel Levitz, LLC
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Re-enrollment

				Re-enrollment

		Four-year privates		57%

		Four-year publics		63%

		Community colleges		78%

		Adult students		64%

		Online learners		76%

		Adult Undergrad

		Adult Graduate		70%





Re-enrollment

		



Four-year privates

Four-year publics

Community colleges
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Online learners

Students Likelihood to Re-enroll




Factors in the Decision to Enroll

Across Institutional Types

Four-year privates

Four-year publics

Two-year community colleges
Adult students

Online learners

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

B Financial aid m Cost Academic reputation

© Copyright 2023 Ruffalo Noel Levitz, LLC
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Traditional Populations

				Four-year privates		Four-year publics		Two-year community colleges

		Financial aid as factor in decision to enroll.		85 %		81 %		82 %

		Cost as factor in decision to enroll.		81 %		83 %		85 %

		Academic reputation as factor in decision to enroll.		77 %		73 %		76 %

				Academic reputation		Cost		Financial aid

		Two-year community colleges		76 %		85 %		82 %

		Four-year publics		73 %		83 %		81 %

		Four-year privates		77 %		81 %		85 %
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Are we meeting the expectations of students?

Four-year privates

CAMPUS CLIMATE ITEMS
. 2019-22 IMPORTANCE . 2019-22 SATISFACTION

80%

Most students feel a sense of
belonging here. a47%

87%

The campus staff are caring
and helpful. 65%

88%

It is an enjoyable experience to
be a student on this campus. 58%

87%

Students are made to feel
welcome on this campus. 64%

87%

This institution shows concern
for students as individuals. 58%

There is a strong commitment to
racial harmony on this campus. 62%

0
o
X
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Are we meeting the expectations of students?

Four-year publics

CAMPUS CLIMATE ITEMS
. 2019-22 IMPORTANCE . 2019-22 SATISFACTION

Most students feel a sense of 75%
belonging here. 51%

The campus staff are caring
and helpful. 60%

85%
It is an enjoyable experience to 85%
be a student on this campus. 61%

Students are made to feel 85%
welcome on this campus. 66%

This institution shows concern 84%
for students as individuals. 55%

There is a strong commitment to 82%
racial harmony on this campus. 66%
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Are we meeting the expectations of students>

Community Colleges

CAMPUS CLIMATE ITEMS
. 2019-22 IMPORTANCE . 2019-22 SATISFACTION

Most students feel a sense of
belonging here. 66%

The campus staff are caring
and helpful.

75%
I -
76%
It is an enjoyable experience to 85%
be a student on this campus. 73%
88%
78%
83%

Students are made to feel
welcome on this campus.

This institution shows concern
for students as individuals. 64%
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Are we meeting the expectations of students?

Adult learners (undergraduate and graduate)

CAMPUS CLIMATE ITEMS

B 2019-22 iMporTANCE [l 2019-22 SATISFACTION

Adult students are made to feel 87%
welcome on this campus. 759%

The staff at this institution are 91%
caring and helpful. 75%

This institution responds quickly 89%
to my requests for information. 1%

This institution provides timely 87%

responses to student complaints. 62%

| am aware of whom to contact
for questions about programs
and services.

&
X

65%
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Are we meeting the expectations of students?

Online learners

CAMPUS CLIMATE ITEMS

I 2019-22 MporTANCE ] 2019-22 sATISFACTION

91%

This institution responds quickly
when | request information.

Channels are available for
providing timely responses to
student complaints.

87%

Appropriate technical assistance
is readily available.

| am aware of whom to contact 88%
for questions about programs

and services.
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Tuition paid is a worthwhile investment.

Perceptions across data sets

Tuition paid is worthwhile is a worthwhile investment.

i 86%
Four-year Privates A2%

86%

Four-year Publics 5106

Community Colleges o 90%

Adult Students 87%

54%

90%

Online Learners 70%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

B Importance M Satisfaction
Community College data from Form B version with
46,104 students from 69 institutions

© Copyright 2023 Ruffalo Noel Levitz, LLC % of students saying important / very important
2023 National Student Satisfaction and Priorities Report 9% of students Saying Satisfied/very satisfied

RNL 20



Chart1

		Online Learners		Online Learners

		Adult Students		Adult Students

		Community Colleges		Community Colleges

		Four-year Publics		Four-year Publics

		Four-year Privates		Four-year Privates



Satisfaction

Importance

Tuition paid is worthwhile is a worthwhile investment.

0.7

0.9

0.54

0.87

0.77

0.9

0.51

0.86

0.44

0.86



Sheet1
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Evaluating the Student
Experience




Review the Student Experience

How are we moving students along the way?

Inquiry/
Prospect

v'Build brand
awareness and
expand inquiry
pool for future
classes

Applied

v'Provide value
propositions and
clear path to
acceptance

Admitted

v'Outline clear
admission
requirements, &
timelines

Committed

v'Communicate
value,
academics, &
outcomes

Registered

v'Provide user-
friendly next
steps

Enrolled

v'Execute unified
and timely big

picture
communication
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Need to understand the student experience
through their eyes - student centric

@ Mapping of people, process, and technology
~/ Best practices and opportunities gap analysis

- Inter-departmental approach

RRRRR




Example ‘“Customer” Persona: F7/C
Your students’ sentiments through the “buying” process

| | [
phase o CD | C | CEEDD | | Molvsionsto
JOUTneY Searching, applying, deciding g Onboarding, arriving, exploring @§ Progressing along selected path g Aﬂend
* Promotion potential
Emotional : : :  Learn new job skills
Experience il " "
| | ]
“I lacked confidence that1 ® “My life shifted, so we " orm getting a bit burned u
Feelings & could do this.” : had to make a new plan.” : out.” : Pers.onql
Behavior “Ididn’t know whatI'd ®  “Sometimes I wonderif B “I would recommend this & Barriers
gotten myself into.” : this work is right for me.” : program to others.” : * Promotion potential

* Learn new job skills

Connection Point Recommendations

Academic Programs « Complete SEO work : + Un-gate course schedule: :

| [ | [ |
Student Services * Share resources earlier g Set advising roles . . Program

0 5 1 Expectations
Technology : * Update Degree Audit : * Review LMS continuity : «  Practical education
Community n Create career peers L n * Networking

| | ]
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Sample Student Profiles

Predicting needs and potential challenges with enrollment

INDIVIDUAL CONCERNS

Carl

18-year-old, first-
time freshman

Rosy
20-year-old,
transfer student

Barbara
25-year-old,
returning adult

Personal Needs

Potential Challenges

1. Comprehensive orientation to
understand college life,
academic expectations, and
available resources.

2.

3.

1. Transitioning from high
school to college-level
academic expectations.
2.

3.

1. Clear information about
transfer credits and how
previous coursework will apply
to her degree.

2.

3.

1. Difficulty in transferring
credits or aligning previous
coursework with College’s
requirements.

2.

3.

1. Assistance with work/life
balance and finding education
that fits her schedule.

1.

3.

1. Concerns about the cost of
studying abroad and her
continuing to work full-time.
2.

3.
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Types of Student Journey Issues

Big Broad Picture

[dentifying causes of friction is essential when seeking to improve relationships between students and the
institution at crucial phases such as Awareness, Onboarding, or Registration.

B. Business Processes

If operational efficiency and streamlined interactions are key priorities, focusing on specific business processes
like course registration, assigning housing, or changing majors could be the ideal choice.

C. Conversion Points

For institutions aiming to guide students through critical decision-making milestones, enhancing conversion
points such as application submission, enrollment commitment, or community involvement is key.

RNL 26



INQUIRY/APPLICANT

E
=
z
o
o
w
=
o
w
-3
E
-}
o
7}
=
a
-

ADMISSIONS OPERATIONS

COMUNICATIONS

Nates and
additional data

Sample University - Inquiry to App Submit

Has the
intanded starnt
1

mp

For GR: Onee INQ identifies

program, all communications are
directed at the program level.
Modality is not a differentiator.

e prog

Ready for Promot
moved to GV
CVue

D ma
t via phaone

onvert to
APP- ongaing for XX

Yes

For GR: the enroliment col
much more so than UG,
oP

This includes the missing df

[ ]
report for counselors 1o a I n t e
flips to complete and send:
only 1 docume

UG counselers get studen
underlying systems work.

Sources of INQ: events (manually inpulh,_
microsites (input is variable); individual email
{manually); vendor email (manually); website

farm {unstable platform, goes directly to
Talisma for GR, UG eomes through WuFeo -
manually entered)

Journey

Commur

standardized email based ol

Talisma

profile and program of interest to enco

ge personal outreach:




' Thank you for attending!

SPECIAL OFFER TO RNL
WORKSHOP PARTICIPANTS

$595 flat rate on 2024
RNLNC registration!

Must register by 7/1/24
to receive this special offer.

Use code:

RNL595




Questions and Answers




Thank you!

How can we help?

April Bush, Ph.D.

Vice President

April.Bush@RuffaloNL.com
864.237.1550 m.

30


mailto:April.Bush@RuffaloNL.com

Top five strengths

Four-year private institutions

Top strengths rated for four-year private institutions Importance Satisfaction
Nearly all of the faculty are knowledgeable in their field. 91% 76%
The content of the courses within my major is valuable. 91% 65%
The instruction in my major field is excellent. 91% 66%

My academic advisor is knowledgeable about requirements in my

. 91% 75%
major.
| am able to experience intellectual growth here. 89% 69%
Percentages indicate the proportions of “important”/“very important” and Listed in order of importance
“satisfied”/“very satisfied” scores
© Copyright 2023 Ruffalo Noel Levitz, LLC N =93,314 students from 221 institutions

2023 National Student Satisfaction and Priorities Report RNL 31




Top five strengths

Four-year public institutions

Top strengths rated for four-year public institutions

My academic advisor is knowledgeable about requirements in my
major.

Nearly all of the faculty are knowledgeable in
their field.

Major requirements are clear and reasonable.

| am able to experience intellectual growth here.

My academic advisor is approachable.

Percentages indicate the proportions of “important”/“very important” and
“satisfied”/“very satisfied” scores

© Copyright 2023 Ruffalo Noel Levitz, LLC
2023 National Student Satisfaction and Priorities Report

Importance

90%

90%

89%

88%

87%

Satisfaction

73%

74%

65%

69%

70%

Listed in order of importance

N = 46,299 students from 56 institutions
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Top five strengths

Community colleges

Top strengths rated for community colleges Importance Satisfaction
The campus is safe and secure for all students. 91% 83%
| am able to experience intellectual growth here. 90% 81%
There is a good variety of courses provided on this campus. 89% 80%
Students are made to feel welcome on this campus. 88% 80%

Nearly all of the faculty are knowledgeable in

0 0
their fields. 86% 78%

Percentages indicate the proportions of “important”/“veryimportant” and

“satisfied”/“very satisfied” scores Listed in order of importance

© Copyright 2023 Ruffalo Noel Levitz, LLC N = 82,886 students from 130 institutions
2023 National Student Satisfaction and Priorities Report RNL 33




Top five strengths

Adult students
Top strengths rated for adult students Importance Satisfaction
Nearly all faculty are knowledgeable in their field. 94% 81%
The content of the courses within my major is valuable. 92% 73%

My academic advisor is knowledgeable about requirements in my

. 91% 76%
major.
Classroom locations are safe and secure for all students. 90% 84%
Major requirements are clear and reasonable. 90% 73%

Percentages indicate the proportions of “important”/“very important” and

“satisfied”/“very satisfied” scores Listed in order of importance

© Copyright 2023 Ruffalo Noel Levitz, LLC N = 40,430 students from 102 institutions
2023 National Student Satisfaction and Priorities Report RNL 34




Top five strengths

Adult graduate students

Top strengths rated for adult students Importance Satisfaction
Nearly all faculty are knowledgeable in their field. 95% 83%
The content of the courses within my major is valuable. 94% 75%
Maijor requirements are clear and reasonable. 93% 76%

My academic advisor is knowledgeable about requirements in my

. 92% 78%
major.
| am able to register for classes | need with few conflicts. 91% 76%
Percentages indicate the proportions of “important”/“very important” and . . .
“satisfied”/“very satisfied” scores Listed in order of importance
© Copyright 2023 Ruffalo Noel Levitz, LLC N = 23,198 students from 102 institutions

2023 National Student Satisfaction and Priorities Report RNL 35




Top strengths

Online learners

Top strengths rated for online learners Importance Satisfaction
Registration for online courses is convenient. 93% 83%

Billing and payment procedures are convenient for me. 89% 81%

My program advisor is accessible by telephone and email. 88% 80%
Adequate online library resources are provided. 88% 81%
Percentages indicate the proportions of “important”/“very important” and Listed in order of importance

“satisfied”/“very satisfied” scores

© Copyright 2023 Ruffalo Noel Levitz, LLC N =99,807 students from 153 institutions
2023 National Student Satisfaction and Priorities Report RNL 36




Top five challenges

Four-year private institutions

Top challenges rated for four-year private institutions Importance Satisfaction
| am able to register for classes | need with few conflicts. 89% 56%
Itis an enjoyable experience to be a student on this campus. 87% 55%
Tuition paid is a worthwhile investment. 86% 44%
Faculty are fair and unbiased in their treatment of individual students. 86% 57%
This institution shows concern for students as individuals. 86% 55%

Percentages indicate the proportions of “important”/“very important” and

“satisfied”/“very satisfied” scores Listed in order of importance

© Copyright 2023 Ruffalo Noel Levitz, LLC N =93,314 students from 221 institutions
2023 National Student Satisfaction and Priorities Report RNL 37




Top five challenges

Four-year public institutions

Top challenges rated for four-year public institutions Importance Satisfaction

The quality of instruction | receive in most of my classes

is excellent. 89% 59%

| am able to register for cl In with few conflicts.

am able to register for classes | need ew conflicts 89% 60%
The campus is safe and secure for all students. 87% 61%
Tuition paid is a worthwhile investment.

uition paidis awo e investme 86% 51%
Adequate financial aid is available for most students. 84% 48%
Percentages indicate the proportions of “important”/“very important” and . . .

“satisfied”/“very satisfied” scores Listed in order of importance
© Copyright 2023 Ruffalo Noel Levitz, LLC N = 46,299 students from 56 institutions

2023 National Student Satisfaction and Priorities Report RNL 38




Top five challenges

Community colleges

Top challenges rated for community colleges Importance Satisfaction
The quality of instruction | receive | most of my classes is 0 0
90% 69%
excellent.
| am able to register for classes | need with few conflicts. 89% 73%
Faculty provide timely feedback about student progressin a
yP Y Prog 88% 70%
course.
This school does whatever it can to help me reach my educational
P Y 87% 70%
goals.
Faculty are understanding of students’ unique life circumstances. 87% 69%

Percentages indicate the proportions of “important”/“very important” and

“satisfied”/“very satisfied” scores Listed in order of Importance

© Copyright 2023 Ruffalo Noel Levitz, LLC N = 82,886 students from 130 institutions
2023 National Student Satisfaction and Priorities Report RNL 39




Top four challenges

Adult students

Top challenges rated for adult students Importance Satisfaction
The quality of instruction | receive in my program is excellent. 93% 68%
Adequate financial aid is available for most

a 87% 56%
adult students.
Tuition paid is a worthwhile investment. 87% 54%
This institution responds quickly to my requests for information. 87% 65%
Percentages indicate the proportions of “important”/“very important” and . . .
“satisfied”/“very satisfied” scores Listed in order of importance
© Copyright 2023 Ruffalo Noel Levitz, LLC N = 40,430 students from 102 institutions

2023 National Student Satisfaction and Priorities Report RNL 40




Top four challenges
Adult graduate students

Top challenges rated for adult students Importance Satisfaction
The quality of instruction | receive in my program is excellent. 94% 69%
Faculty provide timely feedback about my progress. 90% 66%
Tuition paid is a worthwhile investment. 89% 56%

Adequate financial aid is available for most
adult students.

88% 56%

Percentages indicate the proportions of “important”/“very important” and

“satisfied”/“very satisfied” scores Listed in order of importance

© Copyright 2023 Ruffalo Noel Levitz, LLC N = 23,198 students from 102 institutions
2023 National Student Satisfaction and Priorities Report RNL 41




Top challenges

Online learners

Top challenges rated for online learners Importance Satisfaction
The quality of online instruction is excellent. 93% 71%
Instructional materials are appropriate for program content. 93% 76%
Faculty are responsive to student needs. 93% 76%
Faculty provide timely feedback about student progress. 91% 72%
Tuition paid is a worthwhile investment. 90% 70%

Percentages indicate the proportions of “important”/“very important” and

“satisfied”/“very satisfied” scores Listed in order of importance

© Copyright 2023 Ruffalo Noel Levitz, LLC N =99,807 students from 153 institutions
2023 National Student Satisfaction and Priorities Report RNL 42




' Thank you for attending!

SPECIAL OFFER TO RNL
WORKSHOP PARTICIPANTS

$595 flat rate on 2024
RNLNC registration!

Must register by 7/1/24
to receive this special offer.

Use code:

RNL595




Thank you
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